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FROM THE DEPUTY ASSISTANT SECRETARY 

Sarah Gerecke 
Deputy Assistant Secretary 
Office of Housing Counseling 

Greetings, 

In the last decade, ͞engagement͟ has become an increasingly important 
value among organizations across sectors/ For some, it͛s just a shiny 
buzzword. In the housing counseling industry, it͛s the foundation underlying 
everything we do. 

Why? Because when a person feels a sense of engagement, they also tend 
to be enthusiastic, committed, and accountable. In our work, these 
characteristics are invaluable/ That͛s why the Office of Housing �ounseling is 
doing everything we can to create a culture of engagement; not just 
internally but among everyone with a stake in our industry. 

Our engagement is what drives us to deliver high-quality tools and learning 
opportunities to housing counseling professionals/ It͛s why we create useful 
communications and outreach resources for consumers. And it͛s what 
motivates us to continually evolve our support services to meet the 21st-

century needs of the people we work with and serve. 

Your engagement is just as critical/ It͛s why you͛re committed to passing the certification exam, why you 
enthusiastically pursue professional development, and why you demonstrate such high accountability to 
clients and consumers. 

In this issue of The Bridge, we celebrate the housing industry͛s collective culture of engagement and its 
foundational importance to our mission. In particular, the articles highlight: 

•	 Success stories from housing counseling professionals who embody the characteristics of engagement; 

•	 Tools and resources to strengthen communications efforts with diverse clients and consumers; 

•	 Lessons learned from counselors who successfully prepared for and passed the certification exam; and 

•	 Nonprofit efforts to support government employees financially impacted by the government 

shutdown.
 

As you continue your work this year, I hope you will carry the spirit of engagement with you and share your 
sense of enthusiasm, commitment, and accountability with your colleagues and clients. 

Cheers, 

Sarah 
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HOUSING 
COUNSELING PROFILE: 
JUDY HUNTER 

RCAC’S RELUCTANT HUD PROGRAM MANAGER 

In an industry that is ever-evolving, housing counseling professionals often find themselves thrust into new 

and challenging territory/ If they͛re anything like Judy Hunter, HUD Program Manager, they transform 

challenges into rewarding results. 

Before Hunter became a HUD Program Manager, she was a Rural Community Assistance Corporation (RCAC) 

Program Analyst. Founded in 1978 and headquartered in Sacramento, RCAC is a nonprofit agency providing 

training, technical and financial resources, as well as advocacy to rural communities throughout the Western 

United States, Alaska, Hawaii, and other Pacific islands. In 2004, RCAC became a HUD Intermediary. The 

organization plays a unique role in awarding financial grants to housing counseling agencies, supporting their 

work, and, as one of only four designated HUD Training Providers in the nation, helping to shape the industry. 

In her own words, Hunter was ͞kind of dragged kicking and screaming into a program I knew nothing about/ I 

started working closely with HUD, trying to figure out all the nuances of how to run the program and how to 

help our grantees run their housing counseling programs/ I came to love it/͟ 

The challenges, says Hunter, are as unique as the populations they serve/ ͞Our grantees are really varied/ 

Some of them are in an urban setting and outreach to surrounding rural communities, while others are the 

only provider in a pretty rural area. Usually they have a pretty expansive geographic spread. There is a lot of 

diversity, depending on what those different cities and townships are like. We have one grantee, Northern 

Circle Indian Housing Authority, that serves all the tribes in Northern �alifornia/ That͛s a pretty big territory, 

and every tribe is different, with its own culture/͟ 

(Continued on page 5) 

https://www.rcac.org/
https://nciha.org/
https://nciha.org/
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(Continued from page 4) 

THE IMPORTANCE 
OF CHANGE 
Hunter shared that in her 14 

years of running the program, 

housing counseling has 

undergone significant changes. 

Hunter explained, ͞The Office of 

Housing Counseling was a huge 

shift in the industry because, 

previously, some of the people at 

HUD understood counseling but 

many didn͛t/ Now everyone who 

worked in that office had to 

understand it, which was a 

gigantic leap and very beneficial 

to the industry. And with Sarah 

Gerecke, the housing industry knows it can come to the table and say, ͚This isn͛t working and here͛s why/͛ 

She͛ll say, ͚Let͛s figure out how to make it work/͛ She͛s very much into problem-solving and how to make the 

agency work with the industry/͟ 

SUPPORTING THE INDUSTRY WITH TRAINING 
Hunter also applauds the sweeping initiative to provide standardized training and certification for housing 

counseling professionals. ͞We͛re knee-deep in the process of getting counselors certified, which is 

professionalizing the industry.͟ 

Another significant step for the industry was the establishment of HUD͛s Office of Housing �ounseling Federal 

Advisory Committee. Hunter was one of the original 12 panel members who founded its ongoing mission to 

provide individuals and families with the knowledge they need to obtain, sustain, and improve their housing 

through a strong national network of HUD-approved housing counseling agencies and HUD-certified 

counselors. Members represent the mortgage and real estate industry, consumers, and HUD-approved 

housing counseling agencies. 

(Continued on page 6) 

https://www.hudexchange.info/programs/housing-counseling/federal-advisory-committee/
https://www.hudexchange.info/programs/housing-counseling/federal-advisory-committee/
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(Continued from page 5) 

͞Three years ago, R�!�, at HUD͛s suggestion, became one of the four agencies designated to be HUD Training 

Providers/ I͛m really thankful that HUD kept pushing us to take it on- it͛s been a very rewarding process to get 

more people into the training of housing counselors to help them do their jobs better/͟ 

RCAC takes a creative approach to providing training. ͞Our niche,͟ Hunter shared, ͞is very different from the 

other providers, because they are very long-standing counseling training agencies. We didn͛t feel like we 

needed to duplicate what they did/ Instead, we looked at what͛s going on in the industry and created a class 

that addresses it. I would have to say most counselors are overwhelmed with the certification process; it can 

be a daunting prospect. So, one of the classes we teach is to help prepare them for the tests. We walk them 

through test-taking anxieties, coach them on how to take the test, and request that when they pass, they let 

us know so that we may cheer them on. Another one of our major classes focuses on how to be a good HUD 

program manager, as well as how to prepare a good plan, which is part of their application to HUD in applying 

for funds/ We͛re helping them get better at what they do, which becomes evident in their reviews and 

translates into more funding/͟  

REFLECTING ON A JOB WELL DONE 
Hunter recently entered retirement and reflected on the job she was ͞dragged kicking and screaming͟ into 

and the importance of the work she came to embrace so heartily/ ͞Housing counseling is kind of a best-kept 

secret,͟ she said/ ͞! lot of folks don͛t even know that there is assistance out there/ �uying a home is one of 

the biggest purchases a person will make in their lifetime, and it͛s vital to have someone walk them through 

the complicated process and understand what they͛re signing on the dotted line before they take on that huge 

debt—the last thing we want is another housing crash/͟ 

Hunter went on to say, ͞One of the things we͛ve worked on at R�!� is to keep our eye on the mission, the 

ultimate impact we have on individual families that are assisted. If you have healthy families, it translates into 

having a healthier community. The better we can work with our grantees to help them with their programs, 

the better they can serve their communities and create positive change/ That͛s what they do/ !nd it all 

reverberates out.͟ 
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MODIFYING A MORTGAGE, SAVING A HOME
 

St. Johns Housing Partnership – Committed to Saving Homes
 

“Thank you from 
the bottom of 
my heart!” 

That͛s how 77-year-old Carol 

Mickler Watters ended her 

heartfelt letter to St. Johns 

Housing Partnership (SJHP), 

a nonprofit housing counseling 

agency in St. Johns County, 

Florida. 

Watters was a successful realtor 

until the recession hit. Having 

depleted much of her retirement 

savings due to medical bills and 

with mounting credit card debt, 

she found herself facing 

foreclosure and turned to the 

Housing Partnership for help. 

͞When she came to us early in 

2018, Carol was in imminent 

default on her second mortgage,͟ 

explained Marissa Vetter, SJHP 

Project Manager and the housing 

counselor on the case/ ͞She had 

not made that month͛s mortgage 

payment and it was the end of 

the month. She was current but 

knew that her finances would not 

allow her to remain that way if 

she didn͛t get some kind of relief/ 

With her income and expenses, 

she appeared to be a good 

candidate for a modification/͟ 

(Continued on page 8) 

https://www.sjhp.org/
https://www.sjhp.org/
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(Continued from page 7) 

Because Watters owned a 

number of rental properties, the 

complexities of recordkeeping 

and collecting, submitting, and 

resubmitting the amount of 

documentation required for 

underwriting drew out the 

modification process. The SJHP 

team had worked with Watters 

and the lender for more than 

three months when they received 

notification that the modification 

was approved/ ͞She was over-the-

moon excited,͟ said Vetter/ ͞The 

change in payment was quite 

shocking. Her previous payment 

was $1,496 a month, with an 

adjustable interest rate, and she 

was approved for a fixed-rate trial 

modification with a monthly 

payment of $569. She has 

stability in her finances, she feels 

confident she can afford that, and 

she and her disabled husband can 

stay in their home/͟ 

STAYING 
THE COURSE 
WITH THE CLIENT 
One of the things SJHP prides 

itself on is the ability to not only 

determine that a loan 

modification is a possible solution 

for a homeowner in distress but 

also to take them through the 

process from beginning to end/ ͞I 

do all of our foreclosure 

prevention counseling,͟ said 

Vetter/ ͞It͛s one thing to advise a 

client that the solution for them is 

a modification/ It͛s another to be 

able to actually support them 

through the submission with a 

staff that has specificity in the 

process and can take them 

through to a final outcome/͟ 

Vetter added, ͞Many of the 

homeowners I talk to daily have 

tried unsuccessfully on their own. 

By the time they get to us, they 

are already discouraged. So, 

when I talk about modification, 

they͛re like, ͚No, I͛ve tried that, 

and I was denied,͛ or ͚I never got 

my package completed, they kept 

asking for more documents/͛ 

We͛ve often had a homeowner 

come to us who͛s been denied 

multiple times. A lot of them get 

frustrated with the process, the 

documents aren͛t submitted, 

and only perfect, complete 

packages get a decision on a 

modification request. It took our 

expertise to get the lender a 

facially complete package so the 

decision can be made/͟ 

Vetter credits their ability to see 

clients such as Watters through 

the modification process to the 

financial support of the Florida 

Housing Foreclosure Counseling 

Program (F�P)/ ͞The program,͟ 

explained Vetter, ͞supports that 

follow-through, not just the initial 

appointment. The FCP allows us 

to work for the homeowner, and I 

really think that͛s why we had 

such a positive outcome. This 

case, in particular, was difficult 

for an experienced processor; 

there͛s no way the homeowner 

could have accomplished that on 

her own/ In general, it͛s our 

experience that it takes someone 

that speaks the language of the 

lender and knows the rules. 

We͛re thankful for a program that 

funds us for that hard work.͟ 

(Continued on page 9) 
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(Continued from page 8) 

THE CRISIS HAS 
ENDED, BUT THE 
NEED HAS NOT 
Since the housing crisis has 

subsided, there is less funding 

allocated to foreclosure 

prevention. But, said DeAnna 

O͛Flaherty, another SJHP 

housing counselor, the need 

has not ended/ ͞Many of the 

housing counseling agencies 

we͛ve talked to have stopped 

marketing to the foreclosure 

market,͟ O͛Flaherty explained/ 

͞If a housing counseling agency 

is considering whether they 

should keep doing the 

foreclosure counseling in 

addition to homeownership 

counseling, I think it͛s 

important to remember that 

the foreclosure crisis is not over 

for individual clients. The death 

of a spouse still happens. 

People are still getting laid off. 

People are still becoming 

disabled. I love helping 

somebody find out they can 

buy a house. But there is so 

much satisfaction in helping 

someone keep their home. Life 

still happens. We have to be 

here, and we have to be 

available to them and support 

them/ So, it͛s really important 

for prevention funds to 

continue/͟ 

͞We talk about affordable 

housing a lot in housing 

counseling,͟ Vetter continued. 

͞People forget that one of the 

most amazing ways to protect 

affordable housing stock is to 

keep homeowners in their 

homes. When they lose their 

homes, they go into the 

subsidized and affordable 

housing units that are available 

in their community—when the 

most affordable thing they 

probably could have done was 

remain in their home with a 

modified payment. The truth is, 

foreclosure counseling works, 

loss mitigation works, and 

affordable housing works. And 

it͛s a great way for housing 

counseling agencies to diversify 

what they offer so that they 

have the competencies in the 

event of an economic 

downturn again in the future. 

Housing counseling agencies 

are like cruise ships—they͛re 

hard to turn around. You have 

to stay on a course where 

you͛re serving both ends of the 

spectrum; both of those 

bookends—getting people into 

homes and keeping them 

there/͟ 

The heartfelt letter from Carol 

Mickler Watters is only one of 

many that stream into SJHP day 

after day. Vetter commented, 

͞I think you can imagine what 

it͛s like to be homeowners who 

are in default, fearing 

foreclosure on a home they͛ve 

raised a family in for twenty 

years/ It͛s very emotional/ So, 

we get the impact that we 

have. Those thank-you letters 

let us know that we͛re changing 

lives/͟ 
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FROM THE FIELD: 
HUD-CERTIFIED HOUSING 
COUNSELORS SHARE KEYS TO 
SUCCESS 

When Harford County Housing Agency director Len Parrish was hiring 

for a new housing counselor, there was only one clear-cut choice – 

Steve Gasparovic. Gasparovic had passed the ominous HUD Certified 

Housing Counselor exam and was the only applicant who had even 

attempted to take the test. 

Everyone at the Harford �ounty Housing !gency was aware of HUD͛s 

new rule requiring housing counselors to pass a certification exam by 

August 2020 for the agency, which is located in Maryland, to remain 

HUD-certified. However, no one there had ever met anyone who had 

taken and passed the exam. When Gasparovic began his new position 

at the housing agency, the rest of the housing counseling staff grilled 

him about the test. Was it hard? How much did you study? What was 

your score? ͞Relax,͟ Gasparovic told the counselors/ ͞Everything you 

need to pass is in the HUD study materials. Pay attention, and you͛ll 

pass the exam/͟ 

Program Supervisor Barbara 

Richardson, while aware of best 

practices, had no formal 

housing counseling training. 

She assumed if she could pass 

the exam, everyone could pass 

it. Richardson downloaded the 

study materials, reviewed them 

thoroughly, took the test and 

passed. Housing Counselor 

Keith Kimmel, not to be 

outdone, took the exam the 

following month and passed as 

well. 

How did they all pass? When 

asked about their test-taking 

strategies, all three counselors 

indicated that the study 

materials provided on the HUD 

exchange were the key to 

passing the exam. ͞I learned a 

great deal watching the training 

videos,͟ said Richardson. 

͞!fterwards, I read and 

highlighted the corresponding 

written materials/͟ Richardson 

said she did not face any 

challenges but was 

disappointed that the exam 

does not provide the taker with 

a score/ ͞!ll I saw was that I 

passed – I would love to have 

known what my score was/͟ 

(Continued on page 11) 

http://www.harfordcountymd.gov/244/Housing-Community-Development
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(Continued from page 10) 

Keith Kimmel took a different approach/ ͞I must have taken the 

practice exam ten times/͟ Kimmel, an experienced homeownership 

housing counselor, had little experience with foreclosure counseling. 

͞The materials were great – I feel like I get the whole foreclosure 

counseling piece now, and I͛m looking forward to more extensive 

training in the foreclosure field.͟ When asked what the most 

challenging part of the process was, Kimmel replied, ͞Trying to fit in 

study time between appointments/ It͛s very hard to study in a large 

office with clients coming in and out – our offices aren͛t the quietest 

place to study/͟ �ut Kimmel made it work, and he became the third 

counselor on staff to pass the exam. 

Gasparovic, one of the very first housing counselors to take and pass 

the exam in the country, says that studying is the key to success/ ͞It͛s 

not an easy test. You really need to study the materials and read the 

test questions very closely. The questions are worded very differently 

than the practice exam questions and you need to pay attention.͟ 

Gasparovic, who has worked as a housing counselor for less than two 

years (although he does have an extensive background in lending), 

reiterated the need to review the study guides. 

Each of the three counselors from the Harford County Housing Agency 

took the test and studied independently of each other, relying only on 

the training materials provided on the HUD Exchange. None of the 

three attended any review courses – of which there are many currently 

available through Neighborworks Training Institute, National 

�ommunity Reinvestment �oalition͛s National Training Academy and 

others – yet all three passed the exam on their first try. 

͞There͛s no substitute for studying,͟ said Gasparovic/ ͞You just need to 

learn the material and commit it to memory/͟ Richardson agreed, 

͞There isn͛t any secret study 

tip. All the answers are in the 

training materials. I can 

remember reading a test 

question and thinking to myself 

– Oh, I just read that!͟ Kimmel 

concurred, ͞Study and don͛t be 

scared by the practice test 

results – if you study, you͛ll do 

fine/͟ 

The Harford County Housing 

Agency staff agree: HUD͛s 

videos, study materials, and 

practice tests, coupled with a 

commitment to study, make 

passing the exam possible for 

everyone. With a fully certified 

staff, their housing agency is 

well prepared and confident of 

their ability to provide excellent 

counseling to local citizens, 

resulting in better credit, more 

savings, and fewer 

foreclosures. 

Harford County Housing Agency 

is a division of the Harford 

County Office of Community & 

Economic Development and has 

been a HUD-certified housing 

counseling agency since 1977. 

http://www.neighborworks.org/training-services/training-professional-development
https://ncrc.org/
https://ncrc.org/
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MAPPING YOUR PATH 
TO CERTIFICATION 
The compliance deadline for housing counseling certification is 

drawing nearer. With less than a year-and-a-half until August 2020, 

consider using these tips to map out your path to preparing for and 

passing the HUD Certified Housing Counselor Certification Exam. 

1.	 Set study goals. From prioritizing which topics will require more of your 

focus to planning how much time you need to spend studying each week, 

it͛s critical to set goals for studying/ Goals help you focus your 

preparation, measure your progress, and stay motivated/ Don͛t forget. 

when setting study goals and study tasks, be honest and realistic about 

your capacity to study. 

2.	 Establish a study routine. So you͛ve decided you want to set aside some 

time to study each week, but for how long each day? Establishing a 

routine allows you to integrate study time to best fit within your 

schedule. Plus, a study routine will help you improve your time 

management while also protecting your other commitments, both 

personal and professional. 

Pro Tip: Try to determine how much time it takes you to finish studying a 

chapter or topic area. This will enable you to allocate your time 

appropriately and be efficient when studying. 

3.	 Take advantage of exam prep resources. HUDCounselingCounselors.com 

offers free online training materials and a downloadable study guide 

covering a broad range of the exam topic areas. Use these resources to 

study and then test your knowledge by taking the available practice 

exam. Plus, don͛t forget to check with HUD Training Partners, such as 

Neighborworks Training Institute and National Community Reinvestment 

Coalition, to see what training they have available. 

4.	 Collaborate with study partners. While studying on your own is certainly 

important, learning new information by yourself can get monotonous. By 

learning with other counselors, you can learn new study habits and skills, 

improve your mastery of concepts by teaching them to your groupmates, 

fill knowledge gaps through teamwork, and move through study content 

faster. See if you can set up a 

study group at your agency 

and use the power of 

collaboration to prepare for 

the exam. 

5.	 Maintain work-life balance. 

There͛s more to life than 

work/ It͛s important to leave 

time and space for your 

personal life, whether that 

means spending time with 

family, social commitments, or 

individual pursuits of leisure, 

This will help you to avoid 

stress and study burn-out, 

which will maximize your 

learning potential. 

Your certification is in your hands. 

Don͛t wait to prepare. Visit HUD 

Exchange for more information 

about preparing for and passing 

the certification exam. 

https://www.hudexchange.info/resources/documents/HUD-Press-Release-HUD-Announces-New-Housing-Counseling-Certification-Requirements.pdf
https://www.hudhousingcounselors.com/
http://www.neighborworks.org/training-services/training-professional-development
https://ncrc.org/
https://ncrc.org/
https://www.hudexchange.info/programs/housing-counseling/certification/
https://www.hudexchange.info/programs/housing-counseling/certification/
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Champion of Service:
 
CORA FULMORE
 

Most housing counseling 

professionals will tell you that 

what they do is more than a 

job—it͛s a calling/ �ora Gordon 

Fulmore has made it her life͛s 

work. An industry innovator, 

influencer, and outspoken 

advocate, she has earned her 

place at the top of her profession.   

In keeping with �ora͛s penchant 

for breaking new ground, she 

created Diverse Resource 
Network (DRN), the first online 

resource center for housing 

counseling professionals, in 2012. 

The Center boasts more than 

5,000 members and has provided 

more than 80,000 hours of 

continuing education. 

Fulmore began her housing 

counseling career in 1985, 

providing consumer credit and 

foreclosure counseling for a small 

nonprofit in Orlando, Florida. In 

more than three decades as a 

housing counseling professional, 

she has experienced a world of 

change in the housing counseling 

profession/ �ut it͛s obvious that 

two things remain the same: 

her passion for what she does 

and her commitment to those 

she serves. 

MAKING A 
MONUMENTAL 
IMPACT 
͞I truly believe,͟ says Fulmore, 

͞that this industry provides a 

bigger impact on the lives of 

families throughout the country 

than any industry out there. 

HUD-approved housing 

counseling agencies and their 

counselors touch every aspect of 

the life of a family, from guiding 

them through the 

homeownership process or 

protecting them from being taken 

advantage of by predatory loans, 

to helping them save their homes 

from foreclosure or getting a soft 

landing if they can͛t/ It reaches 

beyond homeownership to 

financial management, credit 

management, debt management, 

and sustainability—even 

something as simplistic as student 

loan counseling/͟ 

(Continued on page 14) 

 
 -  

“The amount of knowledge and level of sophistication 
a counselor has to have in order to address the needs  
of consumers is mind -boggling.” 

Cora Gordon Fulmore


Founder, Diverse Resource Network, formerly The Counselor's Corner 
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(Continued from page 13) 

The shifting tides in the housing 

and credit industries, Fulmore 

says, have dramatically 

transformed the way services are 

provided and the level of 

knowledge required to provide 

them/ ͞Today you have so many 

facets of service being provided, 

the amount of knowledge and 

level of sophistication a counselor 

has to have in order to address 

the needs of consumers is mind-

boggling/ You͛ve got to know all 

the intricacies of credit, how it 

affects one͛s life, and be able to 

deal with every aspect of it—how 

people get into debt, what is too 

much debt, how to manage your 

debt and balance your budget/ It͛s 

about credit scoring and how 

credit scoring impacts the cost of 

credit. How do you deal with 

someone who͛s overextended? 

What about collections and 

charge-offs?͟ 

TRAINING 
TAKES CENTER 
STAGE 
A primary challenge for housing 

counselors today, says Fulmore, is 

not only acquiring such a wealth 

of knowledge but also 

continuously honing it to meet 

the ever-changing needs of 

consumers, the industry, and 

regulatory requirements/ ͞Right 

now, we͛re getting more people 

into homeownership. In that case, 

it͛s how to qualify for an FH! 

loan, a VA loan, or a conventional 

loan. And if someone is facing 

foreclosure, you really need to 

know the law as it relates to your 

market, and how to assist. A lot of 

individuals come into this arena 

without specialized training in 

these areas. The industry is 

changing daily. That's why it's so 

critical that training be afforded 

to the industry so that they can 

stay abreast as the industry 

changes/͟ 

According to Fulmore, the 

information and training available 

to counselors today is one of 

most significant changes in the 

housing counseling industry. 

͞When I started,͟ Fulmore says, 

͞the focus was basically credit 

counseling—not so much to help 

people get into homeownership, 

but mainly to retain it. There 

wasn͛t the amount of structured 

training there is today, so I tried 

to gather as much know-how on 

my own as I possibly could, 

relying on the HUD Housing 

Counseling Handbook 7610.1 as 

my information resource or 

calling on our HUD representative 

for help dealing with problems/͟ 

Fulmore went on to say, ͞Today, 

the amount of training HUD has 

made available to organizations 

large and small has been 

unbelievable. In addition, an 

enormous amount of data and 

material is right at our fingertips, 

enabling housing counselors to 

provide information it would take 

consumers months or maybe 

years to gain on their own. Now 

we can go to the HUD website 

and do a quick search to get all 

sorts of information that can help 

a new counselor or a seasoned 

counselor in doing their job/͟ 

(Continued on page 15) 

https://www.hudexchange.info/resource/4905/housing-counseling-handbook/
https://www.hudexchange.info/resource/4905/housing-counseling-handbook/
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(Continued from page 14) 

A MOTIVATING 
MILESTONE 

When asked what she would 

consider the biggest milestone 

in the ongoing evolution of 

housing counseling, Fulmore 

summed it up in one word: 

recognition/ ͞When we had the 

foreclosure crisis,͟ she says, 

͞we found that it was not just 

low-income families that need 

housing counseling; families at 

every income level sought out 

counseling. Those that chose to 

pay for it through a fee-for-

service type environment often 

found themselves going back to 

a HUD-approved housing 

counseling agency. A consumer 

can feel comfortable in 

knowing that the counselor 

that's providing that service is 

interested in their well-being, 

and there are no other motives 

behind that/͟ 

Looking back on 35 years and 

looking to the years ahead, 

Fulmore reflected on her 

feelings about what she does— 

what she has done all her life— 

and confesses with a smile, ͞I 

love this industry/͟ 
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Bridging the Gap
 
EDUCATION TRAINING
 

Continuing education is important because it keeps housing counselors apprised of new tools and methods 

of engagement in the ever-evolving housing industry. In turn, this will help industry professionals advise their 

consumers and amplify the message of HUD͛s Housing �ounseling program as a whole/  

In January 2019, the Office of Housing Counseling facilitated a two-day training—Reaching YOUR Consumers— 

with National Community Reinvestment Coalition (NCRC) in Jacksonville, Florida, to help HUD-approved 

housing counseling agencies better utilize social media and integrated marketing communications. The overall 

goal of the course was to bridge the gap between housing counseling agencies and consumers making housing 

decisions. 

(Continued on page 17) 

https://ncrc.org/
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(Continued from page 16) 

High-ranking officials from the 

Southwestern United States 

attended 12 hours of class 

time to gain insights on the 

following topics: 

Reaching your 
consumers 

Implementing 
integrated marketing 

approaches 

Crafting a social 
media strategy 

Starting the 
conversation with 
consumers using 

social media 

Measuring social 
media͛s effectiveness 

Developing and 
disseminating materials 

for marketing 

Through presentations, case studies, and interactive workshops 

highlighting innovative ways to leverage social media and apply 

marketing integration, participants gained a broad understanding 

of how various organizations approach consumer engagement in 

the housing sectors. The two-day course was separated into three 

main sections: Integrated Marketing, Social Media, and Materials 

for Marketing. 

THE IMPORTANCE 
OF INTEGRATED MARKETING 
The training opened with a crash course on the importance of 

integrated marketing and how the attendees could create and deploy 

their own plans. Integrated marketing is constructing communication 

that is linked across all platforms to develop a unified voice 

for a company or agency so all forms of communication will work 

synergistically. Attendees learned how to identify and decipher the 

differences among distinct consumer groups, determine audience 

demographics, and recognize perceptions of housing counseling. 

By identifying their audiences, attendees learned how to speak 

effectively to consumers in a way that resonates. Marketing can 

be effective and even fun, provided the messaging is informative 

and valuable for the intended audience, uses strong and 

complementary visuals, and is culturally sensitive. 

The attendees also learned that listening to the needs and desires of 

their consumers is just as important as the message itself. To 

impactfully convey those lessons, the trainers created distinct personas 

of first-time homebuyers. Each one had the same goal—buying a 

home—but had varying income levels, needs, and financial 

backgrounds. The attendees were then challenged to tailor their core 

messaging and method of dissemination to each group in a way that 

ensured their customers͛ needs and wants were heard and addressed. 

(Continued on page 18) 
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(Continued from page 17) 

LET’S GET SOCIAL 
Social media has quickly become one of the most inclusive, effective, and cost-efficient means of 

communication for consumers as well as businesses. Housing counseling agencies already use social media  

to increase their visibility among consumers. Attendees reviewed examples of effective social media 

communication from major HUD housing counseling agencies or intermediaries such as the National 

Urban League. 

The training delved even deeper by engaging attendees in collaborative workshops in which they could 

analyze the effectiveness of their organizations͛ social media and work together to decide how to leverage 

social media to solve real-world marketing challenges they face on a daily basis.  

P PEOPLE 
!ssess your customers͛ social activities 

O OBJECTIVES 
Decide what you want to accomplish 

S STRATEGY 
Plan for how relationships with customers will change 

T TECHNOLOGY 
Decide which social technologies to use 

Figure 1. A diagram to help marketers plan their strategies 

Attendees were also given tools to help manage their social media. One of best tricks of the trade is a Social 

Media Content Calendar, which helps organize content at a high level and schedule posts in advance, ensuring 

that the message of the integrated marketing plan is maintained.  

Finally, conference attendees learned how to find, read, and draw insights from various social media metrics. 

(Continued on page 19) 
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(Continued from page 18) 

SHOW AND TELL 
For all their hard work, the attendees didn͛t leave empty-handed. The trainers shared several informative 

collaterals for the housing counseling agencies to use when promoting HUD counseling to consumers, 

including the below materials. Additional materials are highlighted in the following article (see page 21). 

Figure 2. New consumer-facing brochures 

Newest Brochures: Attendees received a sneak peek of materials that were recently released and added to 

the Distribution Center. They included the Beat the Odds 2.0 poster, as well as brochures for existing 

homeowners, prospective renters, homeowners facing default or foreclosure, and homeowners 

contemplating reverse mortgages. 

First-Time Homebuyer Brochure Suite: This set of brochures covers important topics such as managing 

your credit, getting information on mortgages, and learning basic financial matters. 

General Housing Counseling Suite: These materials can be disseminated to all consumers, regardless 

of where they may be in the housing process. The suite includes a brochure, a flyer, and a poster. 

Creating Branded Materials: Because HUD housing counseling agencies cannot co-brand materials, there 

are customizable flyer templates to show housing counseling agencies how to develop materials when they 

would like to include their own branding. 

These materials are also available in English and Spanish from the HUD Direct Distribution Center and can be 

downloaded at www.hudexchange.info/outreachmaterial. 

(Continued on page 20) 

https://www.hudexchange.info/programs/housing-counseling/housing-counseling-works/#order-materials
https://www.hudexchange.info/programs/housing-counseling/housing-counseling-works/#order-materials
https://www.hudexchange.info/programs/housing-counseling/housing-counseling-works/#flyers-posters-and-fact-sheets
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(Continued from page 19) 

SPREADING THE WORD 
The attendees left armed with new information and best practices they can take back to their organizations 

and share with their colleagues. Attendees also shared feedback and suggestions for materials and activities 

that would help them do their jobs better, including the creation of materials that focus on Federal Housing 

Administration (FHA) and Veterans Affairs (VA) loans, translating collateral into other languages besides 

Spanish, and aggressively promoting housing counseling services with video and social media.  

The N�R� training in Jacksonville was a positive experience for all involved/ ͞The training was awesome!͟ 

raved Nsyone !narado, N�R� Training Manager/ ͞It was very interesting, engaging, and relevant to what all 

housing counseling agencies should know to effectively increase visibility using different social media 

channels. Every organization should take this training to learn how to strategically market their program to 

consumers in their community. Attendees were enlightened and excited to put the tools, ideas, and strategies 

to use when they returned to work/͟ 

The Office of Housing Counseling has already planned more training sessions across the country with 

upcoming engagements in Atlanta, Georgia and St. Louis, Missouri. If you have any questions or would like 

additional information about future training, feel free to contact the Office of Housing Counseling by e-mail at 

housing.counseling@hud.gov and put ͞Training Inquiry͟ on the subject line/ 

mailto:housing.counseling@hud.gov
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COMMUNICATION TOOLS 
FOR EVERY CONSUMER 
To support the tireless work of housing counselors, the Office of Housing Counseling has designed several 

suites of informative collaterals targeted at consumers who are at varying stages of the housing counseling 

process. These brochures also help reinforce the universal importance of the HUD Housing Counseling 

Program, which provides services for everyone, not just those in financial need.  

AN INFORMATIVE INTRODUCTION 
TO HOUSING COUNSELING 
The creation of these brochures began with the General 

Housing Counseling Suite—a brochure, flyer, and poster that 

introduced housing counseling services to all consumers. 

• Smart Move Brochure (ID #10697)

• Smart Move Flyer (ID #10698)

• Smart Move Poster (ID #10699)

The newly designed Beat the Odds 2.0 poster is an impactful 

breakdown of the HUD Housing Counseling Program by the 

numbers. Not only is it visually compelling, it also illustrates the 

program͛s ongoing successes, including one -on one counseling fo- r 

renters, improved finances for homeowners, foreclosure 

prevention, and more.  

(Continued on page 22) 

https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_GeneralHCBrochure.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_GeneralFlyer.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_GeneralHCposter.pdf
https://www.hudexchange.info/onecpd/assets/File/2018-Beat-the-Odds-85x11.pdf
https://www.hudexchange.info/onecpd/assets/File/2018-Beat-the-Odds-85x11.pdf
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(Continued from page 21) 

INFORMATION FOR EVERYONE 
FIRST-TIME HOMEBUYER BROCHURE SUITE 

The First-Time Homebuyer Brochure Suite demystifies the 

complexity of purchasing a home for new buyers with individual 

brochures that focus on the various aspects of the process and the 

preparation required for a successful purchase. Housing Counseling 

and You, Credit 101, Mortgage 101, and On the Money position 

housing counseling agencies as the go-to source for reliable 

answers to the variety of questions facing potential homebuyers. 

• Housing Counseling & You (ID #10693)

• Credit 101 (ID #10694)

• Mortgage 101 (ID #10695)

• On the Money (ID #10696)

RENTER’S GUIDE BROCHURE SUITE 

The HUD Housing �ounseling Program isn͛t just for people who 

desire to purchase a home; it also offers a variety of services for 

those who are looking for the perfect apartment or house to rent. 

The Renter's Guide Brochures introduce potential renters to the 

value of receiving guidance from housing counselors on navigating 

through the rental process, avoiding common mistakes, 

understanding the legalese in leases, and much more. 

• Renter's Guide: The Bottom Line (ID #10753)

• Renter's Guide: Renting 101 (ID #10754)

HOMEOWNERS’ GUIDE BROCHURE SUITE 

The need for housing counseling services doesn͛t end after you͛ve 

purchased your home. The suite of Homeowners' Guide Brochures 

educates consumers on everything from budgeting, maintenance, 

energy-saving, and household safety to what to do if they ever face 

default or foreclosure. 

• Homeowners' Keys to Successful Ownership (ID #10752)

• Homeowners' Guide: Dealing with Default (ID #10750)

• Homeowners' Guide: Facing Foreclosure (ID #10751)

(Continued on page 23) 

https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FirstTimeHCandYou.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FirstTimeCredit101.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FirstTimeMortgage101.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FirstTimeOnTheMoney.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_RentersBottomLine.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_Renters101.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_ExistingHomeowners.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_HomeownersDefault.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FacingForeclosure.pdf
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(Continued from page 22) 

MAJOR MATERIAL MAILING 
In October 2018, 25 sets of the following materials were sent to 1,829 HUD-approved housing counseling 

agencies, 10 HUD regional offices, and 65 HUD field offices, for a total of 1,904 recipients. The agencies 

received the aforementioned brochures as well as previously released materials. 

Here is a full list of the contents: 

Homeowner͛s Guide to Success These materials are available in 

English from the HUD Direct Distribution 
Disaster Flyers: Center and can be found at 

• Turn to a HUD Housing Counselor for Help www.hudexchange.info/outreachmaterial. 
• Don͛t �e a Victim of �ons and Scams Spanish translations will be available soon!  

First-Time Homebuyer Materials: If you have any questions or would like 

• First-Time Homebuyers Housing Counseling & You additional information, feel free to 
• First-Time Homebuyers Mortgage 101 contact the Office of Housing Counseling 
• First-Time Homebuyers On the Money at housing.counseling@hud.gov and put 
• First-Time Homebuyers Credit 101

͞�ommunications Materials͟ in the 
• Smart Move Brochure

subject line of your e mail. 
• Smart Move Flyer 

• Smart Move Poster

BEYOND BROCHURES 
The Office of Housing Counseling is venturing beyond printed collateral. In 2016, the Office debuted the Dare 

to Own the Dream video, which provides an overview of the many benefits of housing counseling services. 

Stay tuned for more informational videos for first-time homebuyers and more!  

For housing counseling professionals, their work isn͛t just a career- 

it͛s a lifelong passion. And that passion is well documented in the 

festive Happy Birthday HUD videos. To celebrate the 50th 

anniversary of the HUD Housing Counseling Program, HUD 

employees, housing counseling agencies, and partners from across 

the country joined the party, creating a collective happy birthday 

shout-out to our fantastic first 50 years. Watch the video here. 

https://www.hudexchange.info/programs/housing-counseling/housing-counseling-works/#homeowners-guide-to-success
https://www.hudexchange.info/onecpd/assets/File/Turn-to-a-HUD-Housing-Counselor-for-Help-English-FC.pdf
https://www.hudexchange.info/onecpd/assets/File/Dont-Be-a-Victim-of-Cons-and-Scams-English-FC.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FirstTimeHCandYou.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FirstTimeMortgage101.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FirstTimeOnTheMoney.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_FirstTimeCredit101.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_GeneralHCBrochure.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_GeneralFlyer.pdf
https://www.hud.gov/sites/dfiles/Housing/documents/HUD_HC_GeneralHCposter.pdf
https://www.hudexchange.info/programs/housing-counseling/housing-counseling-works/#flyers-posters-and-fact-sheets
mailto:housing.counseling@hud.gov
https://www.youtube.com/watch?v=_3HAAJLYsXo
https://www.youtube.com/watch?v=_3HAAJLYsXo
https://www.hudexchange.info/programs/housing-counseling/celebrate-50-years/
https://www.hudexchange.info/programs/housing-counseling/celebrate-50-years/
https://www.hudexchange.info/programs/housing-counseling/celebrate-50-years/


 

 

  

   

 

 

 
 

 
 

 

 
 

 

 
 

 
 

 
 

 
 
 
 

 

Housing Counseling Weekly Training Digest
This page is updated weekly to reflect trainings hosted by:

• HUD Office of Housing Counseling (OHC)

• OHC-funded training partners

• Other partners that host trainings of interest to housing counselors

Please email housing.counseling@hud.gov to notify HUD about upcoming 

training and events for housing counselors.

Subscribe to the Housing Counseling Mailing List to receive training updates 

in your inbox.
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VISIT THE OFFICE OF HOUSING COUNSELING TRAINING DIGEST 

The Office of Housing Counseling Training Digest is your "one-stop shop" for all available training activities. 
This digest will be updated on a weekly basis. Housing counselors and other interested parties are encouraged 
to bookmark and share the training digest, as well as link to it in their websites and in email communications. 

EDITORIAL BOARD 
Editor-in-Chief 

Emelda Johnson Kennerly 

Assistant Editor 
Suzanne Isaacs 

Featured Writers 
Beth Eilers, Phyllis Elam, Lorraine Griscavage-Frisbee, 

Kevin Meirose, Nathaniel Mitchell, Melissa Noe, !drenace ͞Shae͟ Williams 

For additional information about an article, or to submit features of interest, general 
information, testimonials, or announcements, contact thebridge@hud.gov. 

Online TrainingWebinar ArchiveUpcoming Training Calendar

https://www.hudexchange.info/programs/housing-counseling/training-digest/
mailto:thebridge@hud.gov
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